





































































































円から 2万円未満をB群とした。その結果、A群は全数に近い数を網羅して旅館 17 軒（抽出率約
85％）4）、ホテル 16 軒（抽出率約 80％）となり、B群についてはA群と同数程度を抽出して旅館 16
軒（抽出率約 25％）、ホテル 14 軒（抽出率約 30％）とした。A群とB群で抽出率が異なるのは、そ
の統計学的な推計分析よりも、両者の実数的比較に関心を持ったからである。





































グループ 丁重型敬語数 簡易型敬語数 敬語数計
旅館A 158 128 286
旅館 B 142 118 260
（旅館計） （300） （246） （546）
ホテルA 164 43 207
ホテル B 135 48 183



























































旅館A 4 13 17
旅館 B 5 11 16
（旅館計） （9） （24） （33）
ホテルA 12 2 14
ホテル B 8 6 14














サービスマニュアルでは、全 28 ページの内 13 ページが立ち居振る舞いに関する指導内容に当てられ
ており、その中の約 6ページが接客用の言葉に関するものであった。また、B会員制ホテルの新入社
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A Stylistic Analysis of Honorifics Used
in Customer Service Situations
at Ryokans and Hotels in Kyoto:
Some Issues for Considerations
YAMAOKA, Shoko
In an attempt to investigate the most appropriate language style for hospitality and customer
service situations, this study compares the stylistic differences between honorific expressions that
are used for offering customer service at ryokans (traditional Japanese inns) and those at Western-
style hotels operated in Kyoto. To obtain the data, a telephone call was made to a number of ryokans
and hotels selected for the purpose, asking for advice on how the caller (the customer) should go from
JR Kyoto station to the receiver’s establishment. Each time the phone call was made, the caller took
notes of honorific expressions used by the addressee, which were subsequently analyzed and
classified according to the four types of accommodation facilities chosen for this research. The results
show that there is a notable difference between Western-style hotels and those at ryokans in the way
the staff members use honorific expressions when answering their customers’ questions. The use of
more formal honorifics seems to be the norm at Western-style hotels, whereas a balanced mixture of
both formal and standard honorifics depending on the customers’ needs appears to be more
commonly used at ryokans. The results also suggest that the kinds of honorifics as well as a rich
variety of friendly local dialect used at ryokans in Kyoto, might serve as good models to emulate for
people engaged in the hospitality industry in the city which is regarded as one of the most popular
tourist destinations in the world.
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